TECHNICAL PAPER INDEX 


1.1.1 Quality Management 


ACHIEVING SERVICE QUALITY BY CHARTING 

William J. Latzko, Latzko Associates, North Bergen, NJ 

James D. Dowhin, Jr., Guyon General Piping, Inc., Harrison, NJ 
LCS: 720:10:650 


REVOLUTION THROUGH EFFECTIVE IMPROVEMENT PROJECTS 
Charles A. Aubrey II, Derek S. Gryna, Banc One Corp., Columbus, OH 
LCS: 310:10:760 


LEAD-TIME REDUCTION IN DEVELOPMENT—A CASE STUDY 
David W. Hutton, David Hutton & Associates, Ottawa, Ontario, Canada 
Steve Boyer, Mitel Telecom Ltd., Portskewett, Gwent, UK 

LCS: 020:60:439 


Food, Drug & Cosmetic 


CONTRACT MANUFACTURING—QUALITY ASSURANCE’S ROLE 
Jean F. Huxsoll, Hana Biologics, Inc., Alameda, CA 
LCS: 310:10:439 


COMPUTERIZED COMPLAINT SYSTEMS KNOW NO BOUNDARIES 


Mary L. Zett, Advanced Care Products, Ortho Pharmaceutical Corporation, Raritan, NJ 
LCS: NONE 


DESIGNING QUALITY INTO A FOOD PLANT 

John G. Surak, Clemson University, Department of Food Science, Clemson, SC 
Robert J. Cys, CRS Sirrine Engineers, Inc., Greenville, SC 

LCS: 660:20:420 


Biomedical 


GMPs: PAST, PRESENT AND FUTURE 

Anita T. Thibeault, Anita Thibeault & Associates, Huntington Beach, CA 
William Feingold, Consultant 

Fred Hooten, FDA 

Ed McDonald, FDA, Boston, MA 

Neal Dunning, FDA, DSMA 

William Golomski, William Golomski & Associates 

Stanley Marash, Stat-A-Matrix Group 

LCS: NONE 


Aviation, Space & Defense 


THE NAVAIR TQM REVOLUTION 

Raymond E. Malatino, Jacqueline A. Zeiher, Wm. J. Armstrong, 
Naval Air Systems Command, Washington, DC 

LCS: 310:10:991 


PITFALLS TO AVOID DURING TQM IMPLEMENTATION 
Lawrence A. Wilson, Lawrence A. Wilson and Associates, Atlanta, GA 
LCS: 310:10:000 
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1.1.5 Quality Auditing 


PRODUCT LIABILITY 

John H. Farrow, Milwaukee School of Engineering, 
Mechanical Engineering Dept., Milwaukee, WI 
LCS: 345:10:400 


PROCESS ANALYSIS: BEYOND THE BASICS 


John Persico, Jr., Process Management International, Bloomington, MN 
David Kildahl, Eagan, MN 
LCS: 345:70:000 


Statistics 


REVOLUTIONARY METHODS FOR PROBLEM SOLVING 
John F. Sladky, Jr., Working Smarter, Inc., Manchester, PA 
LCS: NONE 

YOU BET YOUR BIPP 

Michael F. Flynn, Stat-A-Matrix, Inc., Edison, NJ 

LCS: 552:00:000 


NEW CONTROL LIMITS THAT PRESERVE THE MEAN AND THE SKEWNESS 
OF THE MONITORING STATISTIC 


Haim Shore, Tel Aviv University, Dept. of Industrial Engineering, Tel Aviv, Israel 


LCS: 720:70:000 
Reliability 


REPAIRABLE SYSTEMS: CONCEPTS AND RESULTS 

Asit P. Basu, University of Missouri, Dept. of Statistics, Columbia, MO 
Steven E. Rigdon, Southern Illinois University at Edwardsville, 

Dept. of Mathematics & Statistics, Edwardsville, IL 

LCS: 824:70:400 


APPLYING RELIABILITY CONCEPTS TO LOCOMOTIVES 
Sharon L. Harmsworth, Electro-Motive, Division/GM, LaGrange, IL 
Floyd R. Hickerson, Union Pacific Railroad, Omaha, NE 

LCS: 813:60:540 
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THE DEVELOPMENT OF THE ROLE OF QUALITY MANAGEMENT 
Hitoshi Kume, The University of Tokyo, Tokyo, Japan 
LCS: 020:10:000 


A NEED TO ADAPT SPC TRAINING FOR INNUMERATE OPERATORS 
David A. Lewis, Paul A. Kales, University of Lowell, Lowell, MA 
LCS: 323:90:439 


TQM IN A HIGH-TECH START-UP: THE NeXT COMPUTER EXPERIENCE 
Vicki N. Amon, Robert M. Walton, NeXT Computer Inc., Redwood City, CA 
LCS: 310:10:436 
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1.2.2 Health Care Industries 


TQM IN THE MEDICAL SCHOOL: A REPORT FROM THE FIELD 
Robert A. Fried, University of Colorado School of Medicine, 

Dept. of Family Medicine, Denver, CO 

LCS: 310:70:880 


CONTINUOUS IMPROVEMENT OF EMERGENCY CARE AND SERVICES 
Marianne Murdock, Mary Washington Hospital, Fredericksburg, VA 
LCS: 620:90:880 


SYSTEM ANALYSIS CAN IMPROVE QUALITY OF HEALTH CARE 
Wells B. Lange, Wells Lange Associates, Niwot, CO 
LCS: NONE 


Biomedical 


QUALIFYING IMPLANTABLE HIGH VOLTAGE HYBRIDS 


Mark Steven Rutkiewicz, Mark Alan Vane, Cardiac Pacemakers Inc., St. Paul, MN 
LCS: 850:70:436 


MEASURING FIELD PERFORMANCE OF MEDICAL DEVICES 
John Kim, LeRoy Mattson, Ashweni Sahni, Medtronic, Inc., Minneapolis, MN 


LCS: 840:70:439 


Computer Information 


SIMULTANEOUS ENGINEERING 


John J. Clancy, Valisys Corporation, Santa Clara, CA 
LCS: 020:10:400 


QUALITY DATA COLLECTION, RETRIEVAL AND ANALYSIS 
Melvin A. Collins, Dow Corning Corporation, Midland, MI 
LCS: 640:90:428 


TQM IN SUPERCOMPUTING—AMERICA’S COMPETITIVE WEAPON 
Terrence L. Rock, Convex Computer Corporation, Richardson, TX 
LCS: NONE 


Human Resources 


ANALYSIS OF THE FACTORS IMPACTING QUALITY TEAMS 
Joseph Stravinskas, AT&T—Business Communication Services, Bedminster, NJ 
LCS: 670:80:548 


QUALITY MANAGEMENT AND THE COMPENSATION SYSTEM 
Michael J. Cleary, Wright State University, Dayton, OH 
LCS: 670:10:000 


Statistics 


DESIGNS FOR MINIMUM PROCESS VARIABILITY 


Nancy E. Baxter, Thomas J. Lipton Company, Englewood Cliffs, NJ 
LCS: 520:20:420 


A PLANNING GUIDE FOR MORE SUCCESSFUL EXPERIMENTS 
Robert M. Meisel, Eastman Kodak Company, Rochester, NY 
LCS: 521:70:000 


MIXTURE DESIGNS IN PROCESS IMPROVEMENT 
Maneesha Altekar, Surya P. Chitra, Hercules Inc., Wilmington, DE 
LCS: NONE 
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Customer Supplier 


SUPPLIER QUALIFICATION—VARIATIONS FOR EXCELLENCE. 185 
Gil F. Andrade, GTE Government Systems Corp., Taunton, MA 

Andy F. Kiriluk, Martin Marietta Energy Systems, Inc., Oak Ridge, TN 

William A. Kirsanoff, Rockwell International Corp., Anaheim, CA 

Mark E. Crumly, GTE Corporation, Ontario, CA 

David A. Moyer, Glaxo, Inc., Research Triangle Park, NC 

Leo J. Braun, Jr., Peko Precision Products, Inc., Rochester, NY 

Glenda Mills, Glaxo, Inc., Zebulon, NC 

LCS: 345:70:000 
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J. Stephen Sarazen, EXL Group, Bedford, NH 
LCS: 320:10:000 


COMPUTERIZED VENDOR QUALITY TRACKING & IMPROVEMENT 
Stanley G. Johnson, GTE TestMark Laboratories, Lexington, KY 
LCS: 345:40:000 


THE QUALITY REVOLUTION AT A SCHOOL OF BUSINESS 
Mark P. Finster, University of Wisconsin, Madison, WI 
LCS: 300:10:000 


Electronics 


STIMULATING AN ORGANIZATION’S PARTICIPATION IN TQM.................05- 
William H. Trappen, Susan Anderson, Magnavox Government and Industrial 

Electronics Company, Torrance, CA 

LCS: 330:10:436 


REDUCING PAPERWORK BY IMPLEMENTING TEAMWORK 
Lesley J. Enos, Alpha Industries, Woburn, MA 
LCS: 660:90:000 

STATEMENT OF VALUES—PURCHASING’S ROLE IN QUALITY 


George C. Belev, General Electric Company, Schenectady, NY 
LCS: 650:40:439 


International 


ROLE OF CONSULTANTS IN QUALITY AUDIT 
D.B.N. Murthy, Consultant, Bangalore, India 
LCS: 345:10:439 


TECHNOLOGY TRANSFER VIA TOTAL QUALITY TRAINING 
Honsung G. Yong, City Polytechnic of Hong Kong, 

Dept. of Manufacturing Engineering, Kowloon, Hong Kong 

LCS: 320:70:436 


Aviation, Space & Defense 


ACHIEVING ENTERPRISE-WIDE TOTAL QUALITY MANAGEMENT ...............-. 252 
Randall K. Love, Ernst & Young, Los Angeles, CA 
LCS: 670:10:882 
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““SURVEY SAVVY’ REINFORCES A TQM ENVIRONMENT 
Diana C. Levey, Northrop Corporation, Pico Rivera, CA 
LCS: 670:10:000 


NEW APPLICATION IN TQM: EXECUTING DEVELOPMENT CONTRACTS— 
“*THE MISSING LINK’’ 


Thomas E. Jones, James J. Wolf, Harris Corporation, Melbourne, FL 
LCS: 310:10:000 


Quality Auditing 


AN EXTERNAL AUDIT OF A QUALITY PROCESS IN EDUCATION 
Janet C. Perry, Fox Valley Technical College, Appleton, WI 
LCS: 345:70:800 


QUALITY AUDIT IMPROVES SWANSON POT PIES 
Anthony A. Rohrbach, Campbell Soup Company, Salisbury, MD 
LCS: 345:70:420 


THE PROCESS ANALYSIS STUDY—AN AUDITING REVOLUTION 
Colleen Sue Ackermann, Motorola Inc., Phoenix, AZ 
LCS: 345:70:400 


Statistics 


A REPEATABILITY STUDY FOR TRUE POSITION GAGES 


Charles E. Evans, George R. Lisi, New Process Gear, East Syracuse, NY 
LCS: NONE 


DETECTION OF LACK OF WITHIN-SUBGROUP HOMOGENEITY 

Marilyn K. Hart, Robert F. Hart, George Philip, University of Wisconsin-Oshkosh, 
College of Business Administration, Oshkosh, WI 

LCS: 111:70:000 


STATISTICAL CONTROL OF CORRELATED VARIABLES 

Tsong-how Chang, University of Wisconsin-Milwaukee, Department of Industrial and 
Systems Engineering, Milwaukee, WI 

LCS: NONE 


Customer Supplier 


QUALITY SYSTEM REGISTRATION—NEEDS FOR THE NINETIES 
Greg Swan, Greg Swan Associates, Gerry, NY 

William Dorman, WMD and Associates, Cassadaga, NY 

LCS: 351:90:000 


IMPLEMENTING TOTAL QUALITY MANAGEMENT IN THE GOVERNMENT 


Joseph R. Muffolett, Craig S. Rogers, Social Security Administration, Baltimore, MD 
LCS: 310:10:991 


Quality Management 


CUSTOMER SATISFACTION—ASSESSING ITS ECONOMIC VALUE 
Roger K. Burns, Harris Corporation, Melbourne, FL 

Walter Smith, Prognostics Corporation, Palo Alto, CA 

LCS: NONE 
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THE ROLE OF PEOPLE DEVELOPMENT AND EMPOWERMENT 


Mildred Golden Pryor, Harry D. Oakley, E-Systems, Inc., Greenville, TX 
LCS: 300:310:10 


Stephen L. Yearout, Ernst & Young, Cleveland, OH 
LCS: NONE 


Metrology 


PERFORMANCE PROOFING A SELF-ADJUSTING CALIBRATOR 
Frank Capell, John Fluke Mfg. Co., Inc., Everett, WA 
LCS: 770:60:436 


PRACTICAL APPLICATIONS OF THE ITS-90 
B.W. Mangum, E.R. Pfeiffer, G.F. Strouse, 


National Institute of Standards and Technology, Gaithersburg, MD 
LCS: 710:60:991 


MICROINCH METROLOGY—DYNAMIC QUALITY ADVANCES ..................065 348 
Melvin H. Sater, Microinch Surface Metrology, St. Paul, MN 
LCS: 850:70:438 


International 


TOTAL QUALITY MANAGEMENT IN A MULTINATIONAL ENVIRONMENT ......... 356 
Mark R. Arnold, ODI, Burlington, MA 
LCS: 310:10:428 


DEVELOPING CAPABILITY TO IMPLEMENT QUALITY SYSTEMS 


P.N. Arumugham, Quality Management Institute, New Delhi, India 
LCS: 020:10:400 


ECONOMIC RATIONALE OF TOTAL QUALITY PROCESS 369 
Amritanshu Prasad, Dasaratha, R&D Centre for Iron & Steel, 

Steel Authority of India Limited Ranchi, Bihar, India 

LCS: NONE 


Chemical & Process Industries 


Gordon K. Constable, Vincent Yen, Wright State University, Dayton, OH 
LCS: 545:70:400 


USING RESPONSE SURFACE METHODOLOGY TO ACHIEVE A ROBUST PROCESS... 
James M. Lucas, E.I. du Pont de Nemours and Company, Wilmington, DE 
LCS: 520:00:400 


Human Resources 


Robin McDermott, Resource Engineering, Inc., Wilmington, CT 
LCS: 320:10:700 


SENIOR MANAGEMENT—HOW TO GET THEM TO TAKE THE FIRST STEP ......... 399 
Mary I. McWilliams, Quality Management Consultant, Avinger, TX 
LCS: 310:10:000 


ASSURING SUCCESS OF THE TOTAL QUALITY PROCESS THROUGH QITS 


Marian I.M. Sangrey, Westinghouse Electronic Systems Group, Baltimore, MD 
LCS: 320:00:000 
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Statistics 


REPORT OF THE DEMING STUDY GROUP (II) 


Gregory F. Gruska, The Third Generation Inc., West Bloomfield, MI 
LCS: 000:00:000 


Environmental 


ENVIRONMENTAL POLLUTION MEASUREMENT AND QA IN 
INDIA’S STATE LABORATORIES 

Paul Mills, Thomas R. Fogg, SAIC, San Diego, CA 
Venkateswara R. Rao, SAIC, McLean, VA 

B.V. Rotkar, Associated Industrial Consultants (India) 

Private Limited, Nariman Point, Bombay, India 

LCS: 300:70:994 


IMPROVING ENVIKONMENTAL REPORTING MECHANISMS 


Blake L. Elliott, Marynell Hollenbeck, Edward P. Krzesinski, Board of Public Utilities, 
Kansas City, KS 


LCS: 341:70:549 


QFD & TAGUCHI FOR THE ENTIRE LIFE CYCLE 


Charles M. Overby, Ohio University, Industrial and Systems Engineering Dept., Athens, OH 
LCS: 660:60:400 
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DEVELOPING A QUALITY IMPROVEMENT TAXONOMY 

Eva Pang, Telecommunications Techniques Corporation, Germantown, MD 

D. Scott Sink, Virginia Productivity Center, ISE Department of Virginia Tech, Blacksburg, VA 
LCS: 000:10:000 

DAILY MANAGEMENT 


John W. Moran, Jr., GOAL/QPC, Methuen, MA 
LCS: 300:10:000 


THE REVOLUTIONARY SUPPLIER: ADVANCING THE CAUSE 
John L. Pence, Bell Communications Research, Piscataway, NJ 
LCS: 351:70:548 


Product Safety & Inspection 


THE ISO 9000 STANDARDS—DON’T STOP AFTER REGISTRATION 


Robert J. Mulder, Chemical Services Limited, Johannesburg, South Africa 
LCS: 310:10:000 


MANAGEMENT’S ROLE IN IMPLEMENTING MIL-STD-2000 
Robert M. Rayme, Martin Marietta A&NS, Glen Burnie, MD 
LCS: 310:10:437 


ETHICS—QUALITY & PRODUCT LIABILITY VS. ETHICS 
August B. Mundel, Consultant, White Plains, NY 
LCS: 670:00:000 


Quality Costs 


BUSINESS LEADERSHIP THROUGH WORLD CLASS QUALITY COSTS 
Richard K. Dobbins, Dobbins Management Consulting, Hatboro, PA 
LCS: 350:10:000 
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Charles Williams Carter, The Product Integrity Company, Enfield, CT 
LCS: NONE 


INTER-ORGANIZATIONAL QUALITY AND LOGISTICS COSTS 


Paul D. Larson, University of Alberta, Faculty of Business, Edmonton, Alberta, Canada 
LCS: 350:40:000 


Chemical & Process Industries 


TAKE THE DATA MANAGEMENT TEAM ROAD TO CUSTOMER CONFIDENCE 
Glen A. Smith, David M. Yost, Billy F. Ward, ITT Rayonier Inc., Jesup, GA 
LCS: 020:20:426 


THE TEAM WAY TO QUALITY RAW MATERIALS ...............cccccceecccneeees 
Sandra Brinkley, Glen A. Smith, ITT Rayonier Inc., Jesup, GA 
LCS: 020:20:426 


A QUALITY IMPROVEMENT TEAM SEEKS THE PERFECT CHIP 
John R. Deal, Roland F. Eisner, ITT Rayonier Inc., Jesup, GA 
LCS: 020:20:426 


Human Resources 


SELF-DIRECTED WORK TEAMS: THE NEXT QUALITY FRONTIER 
Ed Musselwhite, Linda Moran, Zenger-Miller, Inc., San Jose, CA 
LCS: 330:10:000 


PRINCIPLES OF USER-FRIENDLY INTERFACE DESIGN ......................02000- 
C.B. (Kip) Rogers, Hao-Jen Fu, Intelligent Systems Technology Group, 

Digital Equipment Corporation, Marlboro, MA 

LCS: 680:60:000 


DIAGNOSIS, SUPPORT AND PROPULSION OF ORGANIZATION CHANGE 
A. Susan Leddick, PQ Systems, Inc., Dallas, TX 

Carole J. Schwinn, Jackson Community College, Jackson, MI 
LCS: 310:10:000 


Statistics 


Donald S. Ermer, University of Wisconsin-Madison, Madison, WI 

Jeffrey R. Roepke, IBM Corporation, Rochester, MN 

LCS: NONE 


THE USE OF DELTA CHARTS IN SHORT RUN STATISTICAL PROCESS CONTROL ... 
Victor E. Sower, Sam Houston State University, Dept. of Mgt. & Mkt., Huntsville, TX 
Jaideep G. Motwani, Grand Valley State University, Dept. of Management, Allendale, MI 
Michael J. Savoie, University of Tampa, Dept. of Mgt., Tampa, FL 

LCS: 100:110:111 


SHEWHART’S CHARTS: MYTHS, FACTS, AND COMPETITORS 
Donald J. Wheeler, Consulting Statistician, Knoxville, TN 
LCS: 100:10:000 
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2.3.7 Software Quality 


APPLICATIONS OF LOSS FUNCTION AND TOLERANCE DESIGN 
L.K. Chan, S.W. Cheng, Z.M. Wang, Dept. of Statistics, 

The University of Manitoba, Winnipeg, Manitoba, Canada 

LCS: 353:60:439 


JOINT X-BAR & R CHARTS UNDER SHIFT IN MU OR SIGMA 

Ralph C. St. John, Daniel J. Bragg, Bowling Green State University, Bowling Green, OH 
LCS: 111:70:000 

EVALUATING THE GAGING PROCESS—A UNIFIED APPROACH 


Brent A. Banister, Kenneth P. Kees, Blount Inc., Sporting Equipment Division, Lewiston, ID 
LCS: 110:70:000 


Customer Supplier 


REVOLUTIONIZE SUPPLIER RATING BY COMPUTERIZATION 
James F. Wind, Tecumseh Products Company, Tecumseh, MI 
LCS: 351:90:000 
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GOING BEYOND THE MALCOLM BALDRIGE AWARD 
Keki R. Bhote, Motorola Inc., Schaumburg, IL 
LCS: 300:00:000 


DOING THE RIGHT THINGS RIGHT THE FIRST TIME 


Roger A. Ward, Ward Consulting Group, Inc., Miami, FL 
LCS: 020:10:000 


THE WISCONSIN SKUNKWORKS: A GRASSROOTS PARTNERSHIP 
Jeff Hanan, Bellin Hospital, Green Bay, WI 
Patrick Lacey, Lakeshore Technical College, Cleveland, WI 


James Wright, State of Wisconsin, Dept. of Employment Relations, Madison, WI 
LCS: NONE 


Education 


VIDEOTAPE/SIMULATION CASE STUDIES FOR SQC TRAINING 


John Maleyeff, Western New England College, Dept. of Industrial Engineering, Springfield, MA 
LCS: 323:70:882 


PUTTING QUALITY IN THE QUALITY EDUCATION PROCESS—KEY ISSUES OF 
CONTENT AND METHODOLOGY 


Donald W. Benbow, Marshalltown Community College, Marshalltown, IA 
LCS: 323:80:882 


TEACHING QUALITY—A UNIVERSITY MANUSCRIPT CONTEST 
Chet Harmer, Coopers & Lybrand, San Jose, CA 

Kevin D. Stocks, Brigham Young University, Provo, UT 

LCS: 320:00:882 


Quality Costs 


IMPLEMENTATION OF QUALITY COSTS—MAKING IT EASIER 
William O. Winchell, Purdue University, Warren, MI 
LCS: 020:30:000 
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2.4.4 


2.4.5 


2.4.6 
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HARRIS COST OF QUALITY: THE QUIET REVOLUTION 598 
N. Phillip Burroughs, Harris Corporation, Melbourne, FL 
LCS: 353:10:436 


QUALITY COSTS & POLLUTION PREVENTION—A CPI IMPERATIVE 


Ronald L. Berglund, Union Carbide Chemicals and Plastics Company Inc., 
South Charleston, WV 


LCS: 350:00:425 


Chemical & Process Industries 


Hy Pitt, Pitt Training Associates, Milwaukee, WI 
LCS: 440:00:000 
NESTED DESIGNS IN THE CHEMICAL INDUSTRY 


Jim L. Lamar, Wayne E. Zirk, Union Carbide Chemicals and Plastics Company Inc., 
South Charleston, WV 


LCS: 524:20:428 


AM I DONE YET?: GUIDELINES TO EPFECTIVE SPC 623 


Deborah J. Lawrence, Precision Monolithics Inc., A Division of Analog Devices, 
Santa Clara, CA 


LCS: 100:70:400 


Human Resources 


DEVELOPING A TRAINING PROCESS USING THE SEVEN MANAGEMENT TOOLS .. .629 
David C. Markovitz, Nutrilite Products, Inc., Buena Park, CA 
LCS: 320:10:000 


THE HUMAN SIDE OF TEAMS—INFLUENCE WITHOUT AUTHORITY ............... 635 
Alice E. Nichols, Organizational Dynamics Inc., Burlington, MA 
LCS: NONE 


THE NEW ETHICS OF PARTICIPATIVE 640 


Jan Ferri-Reed, JGS Management Consultants, Inc., Pittsburgh, PA 
LCS: 320:10:000 


Statistics 


GIVING YOUR RESPONSE SURFACE A ROBUST WORKOUT ....................... 645 
Steven P. Bailey, William H. Fellner, Charles G. Pfeifer, Du Pont Company, Newark, DE 
Kenneth A. Chatto, Consultant, Lugoff, SC 
LCS: 525:60:400 

VARIATION TRANSMISSION ANALYSIS 
Wayne A. Taylor, Baxter Healthcare Corporation, Round Lake, IL 

LCS: 660:70:400 

AN ALTERNATIVE TO TAGUCHI’S LOSS FUNCTION 660 


Fred Spiring, The University of Manitoba, Dept. of Statistics, Winnipeg, Manitoba, Canada 
LCS: 710:70:000 


Automotive 


TQM APPLIED—CRADLE TO GRAVE 


Philip R. Wahl, Peter L. Bersbach, Hughes Aircraft Company, Los Angeles, CA 
LCS: 600:10:991 
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A SUCCESS STORY 

Joyce S. Jinks, Aeroquip Corporation, Livingston, TN 

LCS: 310:10:430 

INTEGRATED QUALITY STRATEGY: A REVELATION! ..................00ceeeeees 676 


Lynn Bishop-Gains, The Forum Corporation, Automotive Products Group, Boston, MA 
LCS: NONE 


Quality Management 


IMPROVE YOUR TELEPHONE RESPONSIVENESS IMAGE 
Mary I. Chevalier, Cabot Corporation, Billerica, MA 
LCS: 323:00:000 


IMPROVING HEALTHCARE THROUGH TEAMWORK 


Loyd Eskildson, Gary Yates, Maricopa County Health Plan, Phoenix, AZ 
LCS: 680:80:880 


Quality Management 
STRUCTURED PROBLEM-SOLVING FOR ADMINISTRATIVE PROCESSES: 
A CASE STUDY 


John M. Galvin, Bureau of Labor Statistics, Washington, DC 
LCS: 310:10:991 


APPLYING QUALITY PRINCIPLES IN PUBLIC EDUCATION 
James A. Kimple, Jr., Saul A. Rubinstein, Participative Systems, Inc., Princeton, NJ 
Dennis Murray, Altoona Area School District, Altoona, PA 


Edward Blair, Altoona Area Education Association, Altoona, PA 
LCS: 020:10:882 


EXPERIMENTS WITH QUALITY: QUALITY IN AN R&D ENVIRONMENT 
Edward D. Archer, Texaco Inc., White Plains, NY 

Tansukh Dorawala, Texaco R&D Department, Beacon, NY 

Thomas J. Werner, Werner & Co., Atlanta, GA 

LCS: 310:90:000 


Standards 


STATE OF QUALITY SYSTEM CERTIFICATION IN THE UNITED STATES 
Robert W. Peach, Robert Peach and Associates, LaGrange Park, IL 
LCS: 020:10:000 


QMI QUALITY SYSTEM CERTIFICATION 
Malcolm J. Phipps, Quality Management Institute, Mississauga, Ontario, Canada 
LCS: 020:10:000 


RELATIONSHIPS OF U.S. REGISTRATION ACTIVITIES 
TO EUROPEAN REQUIREMENTS 

Harrison M. Wadsworth, Georgia Institute of Technology, 
School of Industrial and Systems Engineering, Atlanta, GA 
LCS: 020:10:000 
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WHY GOOD PEOPLE WRITE BAD CODE 


Robert K. Smith, ITT Aerospace/Communications Div., Fort Wayne, IN 
LCS: 640: 10:000 
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USABILITY ENGINEERING APPROACH TO SOFTWARE QUALITY 
Mark W. Scerbo, Old Dominion University, Norfolk, VA 
LCS: NONE 


MANAGING QUALITY OF SOFTWARE: ROAD TO SIX SIGMA 
Daniel R. Stott, IBM Corporation, Kingston, NY 
LCS: 640:70:099 


Aviation, Space & Defense 
IMPLEMENTING SPC AT A LARGE MANUFACTURING PLANT 


740 
Jerry L. Evans, Leo R. Gizzi, Hercules Incorporated, 
Hercules Aerospace Company, Radford, VA 
LCS: 123:70:419 
CALS: THE QUALITY REVOLUTION IN INFORMATION .... 746 


C.L. Carpenter, Jr., General Dynamics, Convair Div., San Diego, CA 
LCS: 640:90:000 
MACHINE TOOL VARIABILITY MANAGEMENT SYSTEM ................000eeceees 


Thomas A. Little, Hisup Park, Lockheed Missiles & Space Company, Sunnyvale, CA 
LCS: NONE 


Human Resources 


A PROCESS FOR ADDRESSING ‘‘SACRED COW’’ MANAGEMENT PRACTICES 
G.L. Meyer, Roadway Express, Inc., Indianapolis, IN 
Jerold Christen, ODI, Burlington, MA 

LCS: 310:80:000 


David J. McClaskey, Eastman Chemical Company, Kingsport, TN 
LCS: 310:10:000 


BRIDGING CULTURES FOR QUALITY: TRAINING IS THE KEY..................... 767 
Tim Miller, Zenger-Miller, Inc., Oak Brook, IL 

Linda Moran, Zenger-Miller, Inc., San Jose, CA 

LCS: 330:90:400 
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AN INTRODUCTION TO MULTIVARIATE CONTROL CHARTS 
James A. Alloway, Jr., Syracuse University, 
Mechanical and Aerospace Engineering, Syracuse, NY 
M. Raghavachari, Rensselaer Polytechnic Institute, 
Decision Sciences and Engineering Systems, Troy, NY 
LCS: 113:70:000 


CONTROL CHARTS DO NOT CONTROL PROCESSES—PEOPLE DO 


Annabeth L. Propst, Process Management International, Rockford, IL 
LCS: 110:00:000 


Reliability 


NEW METHODS TO IMPROVE RELIABILITY PREDICTIONS ....................005- 788 
James A. McLinn, McLinn and Associates, Loretto, MN 

LCS: 821:60:099 

TOTAL QUALITY ACQUISITION OF DoD ELECTRONICS. . 795 


Wilson D. Yates III, McDonnell Aircraft Company, St. Louis, MO 
LCS: 810:10:900 
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3.2.1 Quality Management 


TEAMWORK AND EMPOWERMENT AT THE A.O. SMITH CORPORATION 

Michael E. Shay, James Kimple, Jr., Participative Systems Inc., Princeton, NJ 

G. Randy White, A.O. Smith Corporation, Automotive Products Company, Milwaukee, WI 
Paul Blackman, Smith Steelworkers, Milwaukee, WI 

LCS: 020:10:437 


QFD IMPLEMENTATION IN THE SERVICE INDUSTRY 
Noriharu Kaneko, Service Quality Management Ltd., Japan 
LCS: 310:70:870 


CUSTOMER FOCUS AND THE BEHAVIORAL LINK 


Eric Alan Marks, Electronic Data Systems, Corp., Pontiac, MI 
LCS: 351:50:000 


Computer Information 


THE ROLE OF PROJECT MANAGEMENT IN I/S QA 

Keith Crozier, Boston University, Center for Project Management, Tyngsboro, MA 
LCS: 020:10:000 
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